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2 .  理論的背景
2 . 1   関係，関係マーケティング，CRM





















































































































































































































































2 . 2   医療マーケティングと病院CRM
　韓国では，グローバルな局面で競争が熾烈化して
いる状況の中で，一般企業と同様，医療機関もグ










































































































































































表 1  信頼形成過程と信頼行動  
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Abstract
  This study was purposed to apply the concept and practice strategy of CRM to medical service field. In this paper, 
we tried to confirm mediating variables between CRM efforts and CRM performances of medical service institutions, 
and to find out implications for building and operating CRM system of Hospital.
  We set up some variables that affect CRM performance. And we looked over various studies on relationship 
marketing for formulating hypothesis with such variables. First of all, we reviewed the papers on relationship 
marketing, and described the attributes and significances of medical marketing and hospital CRM. We suggested the 
trust and commitment as components of relationship quality, and set up CRM activities that was divided into prior 
activities and post activities affect trust and commitment. And set up trust and commitment as mediators between 
CRM efforts and Performance.
  It’s expected that prior effort activities can build up trust toward the potential customers, and offering the prior 
information about medical service is very important. Also, the efforts for improving patient’s knowledge through 
prior CRM activities are expected to improve patients’ satisfaction through elevating communication level with 
medical team and patients.
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